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(57) ABSTRACT

The present invention provides a novel system, method and
apparatus of delivering interactive voice response services n
a more eilicient manner over a network. The system pro-
vides for the placement of a subscriber station local 28 to the
subscriber and a gateway protocol converter at the base
station 40. The gateway protocol converter converts band-
width-intensive audio messages into compact data mes-
sages, which upon transmission to the subscriber station 28
are converted back into audio messages. By using data
messages nstead of audio messages over the network,
bandwidth 1s saved on the network for other trailic. Another
embodiment of the mvention provides a method for trans-
mitting subscriber responses utilizing the system. In another
embodiment of the invention, there 1s provided an IVR
system that utilizes the VoiceXML standard, or the like,
whereby the Document Server, VoiceXMUL Interpreter Con-
text, and the Implementation Platform are distributed at
various locations along the communication link between the
IVR service provider and the subscriber station—such com-
ponents being distributed along the link according to a
desired utilization of network resources, such as bandwidth.

12 Claims, 7 Drawing Sheets
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400
Establish a connection between a
service provider and a subscriber
station.

410
Transmit an audio message from
the service provider to the

basestation.

420
Convert the audio message into a

data signal representing the audio
message.

430
Transmit the data signal to the
subscriber station.

440
Recover the audioc message from

the data signal and play the audio
message on a POTS phone.
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500
Establish a connection between a
service provider and a subscriber
station.

510
Transmit an audio message to the

subsriber station.

520
Convert the audio message into a
data signal representing the audio
message.

530
Transmit the data signal to the

basestation.

540

Recover the audio message from
the data signal and play the audio
message at the service provider.
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SYSTEM AND METHOD FOR MINIMISING
BANDWIDTH UTILISATION IN A WIRELESS
INTERACTIVE VOICE RESPONSE SYSTEM

FIELD OF THE INVENTION

The present invention relates to a system, apparatus and
method of delivering interactive voice response (IVR) ser-
vice, or the like, across a network More specifically, the
present mnvention relates to eflicient use of bandwidth and/or
related network resources while delivering IVR services.

BACKGROUND OF THE INVENTION

Interactive voice response systems have become popular
among companies as a cost-eflective way of serving their
customers. As 1s known to those of skill in the art, an IVR
system 1s a group of voice recordings organized nto menu
choices that users can select via voice recognition or the
DTMF tones on their touch-tone phones. For example,
clients could call up their bank and receive a prerecorded
message. Clients could then be given the choice to “Press
one for account information”, “Press two for loan informa-
tion”, or “Press zero to speak with a service representative.”
IVR systems can direct customers to the appropriate infor-
mation or client representative while reducing the statling
needs of the organization.

While IVR systems have reduced the operating costs of
companies, IVR systems can still be costly to create, debug
and implement. Many IVR systems work on expensive and
proprietary systems. Complex menu selections can take a
great deal of time to develop and debug. However, the
emerging voice XML standard promises to decrease the cost
of IVR systems. VoiceXML 1s a subset of the eXtended
Markup Language (XML), a text-based markup language.
VoiceXML 1s designed for creating audio dialogs that fea-
ture synthesized speech, digitized voice, recognition of
spoken and DTMF key input, recording of spoken input,
telephony, and mixed-initiative conversations.

A problem with IVR systems 1s that they are slow to
transmit mnformation. Users can wait for a considerable time
listening to all of the options before they can make menu
decisions. This delay 1s not only imnconvenient for the cus-
tomer on the phone, but can be costly for the company
providing the IVR service and the telephone carrier, both of
whom have to allocate hardware resources during the IVR
session. As the call volume increases, so do the operating
costs. The company providing the IVR service often requires
expensive IVR equipment, large storage capacities for pre-
recorded messages, a pool of telephone lines to handle
concurrent customers, and a telephone switch to transfer
customers to the agents.

The telephone carrier also has to provide switching and
capacity resources for the calls. As 1s known to those of skill
in the art, IVR messages and customer responses are both
traditionally carried on voice channels. Voice channels
require large amounts of transmission bandwidth and have
low tolerance to latency within the carrier’s network. This
bandwidth must be budgeted while the customer passively
listens to the IVR message. These resource costs are par-
ticularly acute for the providers of wireless telecommuni-
cations service, where bandwidth 1s at a premium.

Some eflort has been made to reduce the operating costs
of an IVR system. For example, the European Telecommu-
nications Standards Institute (*°

ETSI”) 1s working on dis-
tributed speech recognition (“DSR”™). DSR (ES 201 108)
attempts to use a data channel to send a representation of the
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speech rather than the speech itself over a voice channel.
Computer processing, which transforms the speech into data
at one end and the data back into speech at the other, is
distributed between the customer’s hardware and the com-
pany’s hardware. Yet DSR’s primary function 1s to improve
volice recognition accuracy, which does not directly address
the problem of good utilization of bandwidth. Furthermore,
the DSR project does not address any of the functionality of
an IVR system beyond speech recognition.

It 1s therefore desired to have a system, apparatus and
method to deliver interactive voice response services 1n a
more eflicient manner.

SUMMARY OF THE

INVENTION

It 1s an object of the present invention to provide a novel
system, apparatus and method of delivering interactive voice
response services and the like which obviates or mitigates at

least one of the above-identified disadvantages of the prior
art.

In an aspect of the invention, there 1s provided an IVR
system comprising an IVR service provider operable to
output a voice message and receive a subscriber response
corresponding to the voice message. The system also com-
prises a subscriber station operable to receive the voice
message for presentation to a subscriber and output the
subscriber response when recerved from the subscriber, and,
a network interconnecting the service provider and the
subscriber station. The network 1s operable to convert the
voice message and/or the subscriber response into a data
message representative thereof for carriage over at least a
portion of the network. The data message 1s for conversion
back 1nto a respective original voice message and/or the
subscriber response after carriage over the portion of the
network.

The present invention provides a novel system, method
and apparatus of delivering IVR services 1n a more eflicient
manner over a network. The system provides for the place-
ment of a subscriber station local to the subscriber and a
gateway protocol converter at the base station. The gateway
protocol converter converts bandwidth-intensive audio mes-
sages mnto compact data messages, which upon transmission
to the subscriber station are converted back into audio
messages. By using data messages instead of audio mes-
sages over the network, bandwidth 1s saved on the network
for other ftraflic. Another embodiment of the invention
provides a method for transmitting subscriber responses as
compact data messages.

BRIEF DESCRIPTION OF THE DRAWINGS

Preferred embodiments of the present invention will now
be described, by way of example only, with reference to the
attached Figures, wherein:

FIG. 1 shows a schematic representation of an IVR
system 1n accordance with the present invention;

FIG. 2 shows a schematic representation of an IVR
service provider 1n the system of FIG. 1;

FIG. 3 shows a schematic representation of a base station
in the system of FIG. 1;

FIG. 4 shows a schematic representation of a subscriber
station 1n the system of FIG. 1; and.,

FIG. 5 shows a method for delivering interactive voice
response services in accordance with an embodiment of the
invention;
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FIG. 6 shows a method for delivering interactive voice
responses 1n accordance with another embodiment of the
invention; and,

FIG. 7 shows a schematic representation of an IVR
system 1n accordance with another embodiment of the
present mvention.

DETAILED DESCRIPTION OF TH.
INVENTION

(L]

Referring now to FIG. 1, an IVR system, 1n accordance
with an embodiment of the invention, 1s mndicated generally
at 20. IVR system 20 includes an IVR service provider 24
that 1s operable to output voice messages and receive
responses from subscribers connected to IVR service pro-
vider 24. System 20 also includes a subscriber station 28 that
1s operable to receive voice messages generated by IVR
service provider 24. Subscriber station 28 1s also operable to
present the voice messages to a subscriber using a POTS
telephone 48 that connects to subscriber station 28. (In other
embodiments, other types of voice terminals, other than
POTS telephone 48 can be used, as desired.) System 20 also
includes a network 32 that interconnects subscriber station
28 and IVR service provider 24. Network 32 1s operable to
carry the voice message and/or the subscriber responses as
packet-switched text messages over at least a portion of
network 32.

Referring now to FIG. 2, IVR service provider 24 1s
described 1n greater detail. In the present embodiment, IVR
service provider 24 consists of a switch 100 attached to
network 32 (via any suitable connection, but referred to
herein as connection 108) and to an IVR server 104. In the
present embodiment, switch 100 1s operable to accept one or
more incoming circuit-switched calls from network 32 via
connection 108. For example, connection 108 can actually
be one or more DS-0 telephone lines, but 1t 1s to be
understood that connection 108 can be any other link
suitable for operation as a backhaul as will occur to those
with skill in the art.

In the present embodiment, switch 100 1s a telephony
Centrex or PBX switch. An example of switch 100 would be
a Meridian 1 PBX or DSM Centrex switch, both produced
by Nortel Networks, Inc. (8200 Dixie Road, Suite 100
Brampton, Ontario L6T 5P6 Canada). Other types of
switches 100 will occur to those with skill 1n the art. Switch
100 routes calls to IVR server 104 via connection 112. In the
present embodiment, connection 112 1s 100BasetT Ethernet
cable, but could be any other sort of connection between
switch 100 and IVR server 104.

IVR server 104 1s operable to output voice messages and
accept user mputs (also referred to herein as subscriber
responses), which are typically in the form of dual tone
multi-frequency (DTMF) tones. An example of IVR server
104 15 the Symposium IVR, produced by Nortel Networks,
Inc. In the present embodiment, IVR server 104 contains a
data storage device that contains a number of prerecorded
voice messages (not shown). Upon recerving D'TMF inputs,
IVR server 104 outputs one or more corresponding prere-
corded voice message and/or cause the performance of
switching functions, such as connecting the call to a cus-
tomer service representative.

Referring again to FIG. 1, voice messages outputted from
IVR service provider 24 are transmitted to subscriber station
28 via network 32. In the present embodiment, network 32
consists of a circuit-switched network 36 connected to a
packet-switched base station 40. As 1s known to those of
skill 1n the art, circuit-switched networks are networks that
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set up dedicated communication channels, typically using
time-division multiplexing (TDM) technologies. An
example of circuit-switched network 36 1s the PSTN, but
circuit-switched network 36 could also be a private, leased
network, or other circuit-switched network.

Circuit-switched network 36 1s connected to base station
40. Referring now to FIG. 3, base station 40 i1s shown 1n
greater detail. In the present embodiment, base station 40
comprises a gateway protocol converter 200 and a transmiut-
ter 204. Utilizing appropriate software on microprocessor
assembly 212 of converter 200, gateway protocol converter
200 1s thus generally operable to translate circuit-switched
volice messages from IVR service provider 24 into packet-
switched text messages suitable for transmission over a data
network or packet-switched network, such as the Internet.
More specifically, speech-to-text solftware executes on
microprocessor assembly 212 that 1s operable to produce
text transcripts of the voice messages that originated from
IVR service provider 24. (Gateway protocol converter 200
also 1ncludes a persistent storage device (not shown) for
locally storing soitware or data as necessary to enable the
transcription of voice messages.) Microprocessor assembly
212 1s further operable to record the text transcription as
ASCII text messages, and converted 1nto a packet commu-
nication protocol suitable for transmission over wireless
channel 44. The implementation/type of packet communi-
cation employed 1s not particularly limited, and can include
IP (with TCP or UDP) and/or modifications thereof or any
other packet implementation as will occur to those of skill 1n
the art. One suitable microprocessor assembly 212 would be
a SPARC processor system manufactured by SUN Micro-
systems.

In the present embodiment, speech-to-text converter 208
1s a software program running on microprocessor assembly
212 (described below), but speech-to-text converter 208
could also be implemented as specialized DSP hardware or
a combination of hardware and software.

Transmitter 204 1s operable to receive the data packets
from gateway protocol converter 200 via connection 216
and transmit the data packets over channel 44. In the present
embodiment, connection 216 1s 100Basel Ethernet, but
other connections will occur to those of skill in the art.
Channel 44 allows information to be transierred between
base station 40 and subscriber station 28 as needed. In the
present embodiment, the radio-commumnication protocol
employed for channel 44 1s digitally based, such as GSM or
CDMA. The implementation/type of packet communication
employed 1s not particularly limited, and can include IP
(with TCP or UDP) and/or modifications thereol or any
other packet-switched implementation as will occur to those
of skill in the art. In the present embodiment, channel 44 1s
divided into specialized sub channels, including, but not
limited to, a voice channel and a data channel, both 1n the
uplink and/or downlink directions. (An example of one
suitable type of structure for channel 44 1s discussed in
copending application entitled “Communication Structure
with Channels Configured Responsive to Reception Qual-
1ity”” and filed 1n the Canadian Patent Otlice on May 30, 2000,
and assigned Application Number 2,310,188, the contents of
which are incorporated herein by reference), The voice
channel uses dedicated bandwidth to simulate the function-
ality of a circuit-switched telephone line. The data channel
typically uses best-eflort routing to transmit packet data
whenever radio resources are available.

Transmitter 204 includes an antenna 220 for receiving and
transmitting radio-communications over channel 44. In turn,
antenna 220 1s connected to a radio 224 and a modem 228.
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Modem 228 1s connected to a microprocessor-assembly 232.
A suitable microprocessor assembly would be a SPARC
processor system manufactured by SUN Microsystems. It
will be understood that microprocessor assembly 232 can
include multiple microprocessors, as desired.

Referring now to FIG. 4, subscriber station 28 1s shown in
greater detail. Subscriber station 28 comprises an antenna
300 for receiving and transmitting radio-communications
over communication channel 44. In turn, antenna 300 1s
connected to a radio 304 and a modem 308, which 1n turn 1s
connected to a microprocessor-assembly 312.

Microprocessor-assembly 312 which can include, for
example, a StrongARM processor manufactured by Intel,
performs a variety of functions, including implementing
A/D-D/A conversion, voice codecs, filters, encoders, data
compressors and/or decompressors, packet assembly/disas-
sembly.  Microprocessor-assembly 312  interconnects
modem 308 and the port 320. Accordingly, microprocessor-
assembly 312 1s operable to process voice-telephone calls
using telephone set 48 (connected to port 320) and through

modem 308.

In the illustrated embodiment of the present invention,
cach subscriber station 28 provides at least one telephony
port 320 such as a standard RJ-11 jack for a conventional
telephone set 48. Subscriber station 28 also includes a
text-to-speech converter 316 that 1s connected to micropro-
cessor assembly 312 and 1s operable to convert ASCII text
messages mto voice signals. Text-to-speech converter 316
includes a persistent storage device (not shown) for locally
storing software and data as necessary to enable the trans-
lation of text to voice. In the present embodiment, the
translation of text to voice occurs by synthesizing speech
based on the text transcript.

Referring now to FIG. 5, a method of playing an audio
message to a subscriber 1s shown. For purposes of explain-
ing the method, reference will be made to system 20 and

FIGS. 1-4.

Beginning at step 400, a connection between a service
provider 24 and a subscriber station 28 1s established as
follows. A subscriber completes a call to IVR service
provider 24. The establishment of the connection can occur
using any means known in the art. For example, the sub-
scriber dials the phone number of IVR service provider 24
using POTS telephone 48. Subscriber station 28 transmits
this request to setup a telephone call to base station 40 over
the voice portion of communications channel 44. Base
station 40 then routes the call along network 36 to switch
100 through connection 108. Switch 100 connects the call
with IVR server 104. At this point, a circuit exists between
POTS telephone 48 and IVR service provider 24. Other
ways of completing the call will occur to those of skill in the
art.

At step 410, IVR service provider 24 transmits an audio
message. This transmission occurs by having switch 100
route the call to IVR server 104. IVR server then plays a
prerecorded message across the circuit. The voice message
can then be transmitted across network 36 where 1t 1s
received by base station 40.

At step 420, the audio message 1s converted nto a data
signal representing the audio message. The call passes
through gateway protocol converter 200. Within gateway
protocol converter 200, speech-to-text converter 208 pro-
duces a text transcript of the audio message originating from
IVR service provider 24. The transcript 1s written as ASCII
text, and after the text message 1s produced, microprocessor-
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assembly 212 encapsulates the text message into IP packets.
These IP packets are transmitted to transmitter 204 across
connection 216.

At step 430, subscriber station 28 receives the data signals
from base station 40. Transmitter 204 transmits the IP
packets across the data portion of channel 44; and subscriber
station 28 receives the IP packets on channel 44.

At step 440, the audio message 1s recovered from the data
signal received at subscriber station 28 on channel 44. The
IP packets are reassembled into the text message and then
passed on to text-to-speech converter 316. Text-to-speech
converter 316 generates a synthesized voice signal using
text-to-speech software. This synthesized voice signal 1s
then passed through telephone port 320 to the speaker of
POTS telephone 48. The subscriber can hear the message
initially produced by IVR server 24.

It 1s contemplated that the method of FIG. 5 can be varied
and modified to accommodate diflerent needs and require-
ments. For instance, instead of using prerecorded voice
messages, IVR server 104 could be a computer which
generates synthesized speech, or uses any other method of
presenting voice messages. IVR server 104 could also be
connected to an automatic calling distributor (ACD), voice
mail system, or computer-telephone tegration (CT1) sys-
tem as 1s known to those with skill 1n the art.

It 1s also contemplated that network 36 could have dif-
ferent structures that are within the scope of the invention.
For instance, in the embodiment discussed here, network 36
1s a circuit-switched network. While circuit-switched net-
work 36 carries voice messages on dedicated circuits, sig-
naling for the network can be done using out-of-band
packet-switched technologies such as SS7. IIIVR service
provider 24 uses data messages, rather than audio messages,
then 1n another embodiment of the invention, network 36
could be substituted with a packet-switched network such as
the Internet.

It 1s further contemplated that voice-to-text conversion
could occur at IVR service provider 24, rather than at base
station 40. In this case, the gateway-protocol converter 200
would reside at IVR service provider 24. In this case,
network 36 would be a packet-switched network and base
station 40 would consist only of transmitter 204.

It 1s further contemplated that different gateway protocol
converter 200 could use different techniques to convert
audio messages to data messages. Instead of transcribing the
audio message to ASCII text, gateway protocol converter
200 could use, for example: an audio compression scheme
(such as MP3); transcriptions of the voice message using a
markup language format such as voiceXML; or information
pomnting to a prerecorded message already available at
subscriber station 28.

It 1s further contemplated that IVR service provider 24
could locally generate data or text messages, rather than
audio messages. In this scenario, there would be no need for
gateway-protocol converter 200, and the text or data mes-
sages would be transmitted over a packet-switched network
(instead of a circuit-switched network) directly to base
station 40.

Furthermore, 1t will be understood that system 20 can
have additional base stations 40, as desired, where sub-
scriber station 28 1s within range of two or more base
stations 40, and that communications between multiple base
stations 40 and subscriber stations 28 can be managed using
known soft-handofl techniques. Other known wireless archi-
tectures can be employed. For example, base station 40 can
be multi-sectored, each sector being defined by directional
antennas, each sector comprising a different reception foot-
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print and thus allowing reuse of available spectrum between
sectors serviced from a single base station 40.

While the present embodiment 1s directed to digitally-
based radio communications, 1t will be understood that the
present invention can be suitably modified to accommodate
an analog based radio communications channel, such as that
found 1n analog cellular telephone networks. It 1s also to be
understood that channel 44 could be a landline communi-
cations channel, such as an xDSL line, ISDN line, or coaxial
cable line. In this case, base station 40 would be modified
accordingly to transmit across the new communication chan-
nel.

It 1s to be understood that additional telephony ports for
facsimile and/or data can be provided in each subscriber
station 28 1f desired. The provided data port can be an
Ethernet port, or any other suitable connector/port for inter-
facing with a computer or other information appliance to a
data network available via an appropriate backhaul.

In FIG. 6, a method for sending a response message to a
service provider 1s shown in accordance with another
embodiment of the invention. For purposes of explaining the
method, reference will be made to system 20 and FIGS. 1-4.

Beginning at step 500, a connection between a service
provider 24 and a subscriber station 28 1s established. The
establishment of the connection can occur using any means
known 1n the art. For example, the subscriber dials the phone
number of IVR service provider 24 using POTS telephone
48. Subscriber station 28 transmits this request to setup a
telephone call to base station 40 over the voice portion of
channel 44. Base station 40 then routes the call along
network 36 to switch 100 through connection 108. Switch
100 connects the call with IVR server 104. At this point, a
circuit exists between POTS telephone 48 and IVR service
provider 24. Other ways of completing the call will occur to
those of skill in the art.

(Step 500 may have, 1n fact, already been established well
before the subscriber decides to send a message to the
service provider. For example, the subscriber could have
already received a message from IVR service provider 24
using the method described 1n FIG. 5. In this case, the
connection 1s already established.)

At step 510, the subscriber produces a response message
on his or her POTS telephone 48. An example of a response
message 1s an audio message 1n the form of a DTMF tone
created by depressing the approprate keys on the touch-tone
keypad of telephone 48. The audio message 1s then trans-
mitted from phone 48 to subscriber station 28.

At step 520, the audio message 1s converted nto a data
signal representing the audio message. An example of a data
signal representing the audio message would be an ASCII
number representing the DTMF tone, or using a protocol
that mnherently includes the ability to represent DTMF tones
in a relatively small data package, such as that prescribed 1n
the Real Time Protocol (“RTP”). Since there are only sixteen
standard DTMF tones, 1t will be appreciated that the data
signal could occupy only a few bits. Within subscriber
station 28, microprocessor-assembly 312 encapsulates the
message into the data signal 1n the form of IP packets.

At step 530, the IP packets are transmitted from subscriber
station 28 to base station 40. Subscriber station 28 transmits
the IP packets across the data portion of channel 44. In a
present embodiment, transmission occurs as a data packet
using the protocols of wideband CDMA, but other protocols
will occur to those of skill 1n the art. Base station 40 receives
the IP packets across channel 44.

At step 540, the audio message 1s recovered from the IP
packets and played at the IVR service provider 24. Within
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base station 40, the IP packets are passed onto gateway
protocol converter 200. Gateway protocol converter 200
converts the IP packets into an audio message suitable for
transmission on circuit switched network 36. For example,
the DTMF tone 1s regenerated, based upon the ASCII
number sent 1n the IP packets. The audio message 1s then
transmitted across network 36 to IVR service provider 24.
IVR service provider 24 receives the audio message and can
then process 1t 1n the usual manner.

It 1s contemplated that the method of FIG. 6 can be varnied
and modified to accommodate diflerent needs and require-
ments. For instance, IVR server 104 could have voice
recognition capabilities. In this case, the response message
transmitted at step 500 could be a short voice message from
the subscriber that 1s compressed (for example, 1n MP3
format) at subscriber station 28 and transmitted to base
station 40, where 1t 15 decompressed for playback to IVR
server 104. Alternatively, subscriber station 28 could include
voice recognition capabilities, whereby subscriber station 28
converts the voice message from the subscriber directly into
a data signal prior to transmission over channel 44.

It will be understood that system 20 can have additional
base stations 40, as desired, where subscriber station 28 are
within range of two or more base stations 40, and that
communications between multiple base stations 40 and
subscriber stations 28 can be managed using known soift-
handofl techniques. Other known wireless architectures can
be employed. For example, base station 40 can be multi-
sectored, each sector being defined by directional antennas,
cach sector comprising a different reception footprint and
thus allowing reuse of available spectrum between sectors
serviced from a single base station 40.

It will be understood that the methods of FIG. 3 and FIG.
6 can be combined 1nto a single system, 1n order to allow for
ellicient bi-directional use of bandwidth over channel 44.

It 1s to be understood that additional telephony ports for
facsimile and/or data can be provided 1n each subscriber
station 28 1f desired. The provided data port can be an
Ethernet port, or any other suitable connector/port for inter-
facing with a computer or other information appliance to a
data network available via an appropriate backhaul.

It 1s to be understood that, in certain IVR systems, turther
elliciencies 1n bandwidth utilization of channel 44 can be
achieved by transmitting an entire IVR tree of messages and
possible responses to subscriber station 28 either upon
connecting, or during the connection, of subscriber station
28 with IVR service provider 24. For example, where IVR
service provider 24 has a tree of messages and accompany-
ing responses, such as “Press 1 for English, Press 2 for
French”, and where there are a number of corresponding
messages and allowable responses based on whether a
subscriber selects 1 or 2, then this entire tree could be
immediately downloaded to subscriber station 28 upon
connection with service provider 24. Channel 44 could then
be collapsed, and freed up for usage by others, while the
subscriber at subscriber station 28 works his or her way
through the entire tree and enters a complete set of responses
to the audio messages. Once this complete set of responses
1s gathered at subscriber station 28, channel 44 could then be
reopened and the responses sent thereover to IVR service
provider 24. In this variation, it will now be appreciated by
those of skill in the art that base station 40 and IVR service
provider 24 would include additional equipment and func-
tionality 1n order to maintain subscriber station’s 28 place
within IVR server 104.

It will be further appreciated that the all or part of the IVR
tree could be downloaded 1n one or more languages, depend-
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ing on the preferences of the subscriber at subscriber station
28. Alternatively, or 1n addition, the data message represen-
tation of the audio messages from IVR service provider 24
could be transmitted over channel 44 1n a umiversal language
format, that could then be converted into the subscriber’s
preferred language for playback at POTS telephone 48 by
soltware executing in subscriber station 28.

Another embodiment of the invention will now be dis-
cussed with reference to FIG. 7, which shows an IVR system
20a. System 20q 1s comprised of an IVR service provider
244 that includes server equipment (such as a Windows N'T
server or SUN SPARC server) operable to act as a
VoiceXML Document Server for hosting VoiceXML docu-
ments (or the like). IVR service provider 24a 1s connected
via a backhaul 108a to a commumnication network 32a.
Network 32a 1s also connected to a subscriber station 28a
that 1s operable to provide voice services over network 32a
to a subscriber using a conventional POTS telephone 48a
attached thereto.

In the present embodiment, communication network 324
1s comprised of the Internet 36a (or any other packet
switched network), and a wireless base station 40a. IVR
service provider 24a and subscriber station 28a each have an
IP address (or other appropriate type of network address)
within communication network 32a Subscriber station 28a
accesses the Internet 36a over a wireless channel 44a and
through wireless base station 40a, which also has 1ts own IP
address (or the like) within communication network 32a. In
the present embodiment, channel 44a 1s substantially 1den-
tical to channel 44 discussed above and with reference to
system 20 of FIG. 1, but any suitable channel structure can
be used.

The VoiceXML documents hosted at IVR service provider
24a are accessible through network 32a using service pro-
vider 24a’s IP address. Thus, subscriber station 28a 1s
operable to utilize the IP address of service provider 24q 1n
order to access the VoiceXML documents at IVR service
provider 24a through base station 40a and via network 32a.
Base station 40 further includes a VoiceXML Interpreter
Context that maintains a VoiceXML Interpreter, which 1s
operable to interpret the VoiceXML documents retrieved
from for VoiceXML Document Server (resident at IVR
service provider 24a) into a format usable by a VoiceXML
Interpreter that 1s resident at subscriber station 284, and to
transmit those iterpreted VoiceXML documents over chan-
nel 44a to subscriber station 28aq. By the same token,
subscriber station 28a includes a VoiceXML Interpreter
Platform which 1s operable to render the interpreted
VoiceXML messages recerved over channel 44aq imto an
audio message (using any suitable method, such as a text-
to-speech engine or a using a cache of audio files) which 1s
playable from the earpiece or speaker of POTS telephone
48a.

It will be understood that, 1n the present embodiment,
VoiceXML Interpreter Context 1s resident at base station 40a
so that the relatively low-bandwidth interpreted Voice XML
documents can be sent over channel 44a, thereby using
channel 44a 1 a more eflicient manner than sending voice
messages over channel 44a. By the same token, the
VoiceXML Implementation Platform i1s resident at sub-
scriber station 28a¢ in order to allow the interpreted
VoiceXML documents to be rendered 1nto a playable audio
message (which should otherwise occupy more bandwidth
of channel 444 than the iterpreted VoiceXML documents),
thus presenting the subscriber at POTS telephone 48 with an
IVR voice message in a manner transparent to the sub-
scriber, while efliciently utilizing channel 44a.
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It will now be apparent to those of skill in the art that:
the VoiceXML Document Server hosting VoiceXML
documents resident at IVR service provider 24q;

the VoiceXML Interpreter Context resident at base station
40q; and,
the VoiceXML. Platform resident at subscriber station 284,

are substantially 1dentical to the VoiceXML Document
Server, VoiceXML Interpreter, and Implementation Plat-

form, respectively, as described 1n “Voice extensible Markup
Language—VoiceXML”, Version 1.00, Mar. 7, 2000, ©

2000 VoiceXML Forum (*VoiceXML Standard™), the con-
tents of which are incorporated herein by reference. In
particular, Section 2.1 under the heading “Architectural
Model” describes an architectural model for a VoiceXML
system that includes a Document Server, a VoiceXML
Interpreter Context and a VoiceXML Implementation Plat-
form. In contrast to the Voice XML system described 1n the
VoiceXML Standard, however, in the present present
embodiment of the mvention these components are not
collectively housed at an IVR service provider, but are
distributed along the entire link spanning subscriber station
28a, communication network 32a, and service provider 24a.

By the same token, those of skill 1n the art will recognize
that subscriber responses can also be sent from subscriber
station 28a to IVR service provider 24a by utilizing the
components of FIG. 7 according to the teachings of the
VoiceXML Standard, except that the responses are generated
and processed in the distributed manner described along
system 20aq. It 1s to be understood that this variation 1s also
within the scope of the mvention.

In general the present imnvention contemplates the distri-
bution of the components described in the VoiceXML Stan-
dard along an entire communication link between a sub-
scriber station 28a and an IVR service provider 24a
according to a desired uftilization of resources along that
link. Resources can include, for example, the bandwidth
availlable on backhaul 108a and/or channel 44, and/or the
CPU resources of subscriber station 28a. The desired utili-
zation can be according to the eflicient utilization of such
resources. For example, in the embodiment shown in FIG. 7,
the eflicient use of channel 44 1s achieved by locating the
VoiceXML Implementation Platform at subscriber station
28a, and locating the Voice XML Interpreter Context and the
VoiceXML Document Server on the side of channel 44
opposite from subscriber station 28a.

As an alternative to the embodiment shown 1n FIG. 7,
however, where suflicient hardware resources (i.e. CPU,
random access memory, and/or hard disk storage) are
located at subscriber station 28a, then 1t may be desired to
also locate the VoiceXML Interpreter Context at subscriber
station 28a 1n addition to locating the VoiceXML Imple-
mentation Platform at subscriber station 28a.

As still a further alternative to the embodiment show 1n
FI1G. 7, both the VoiceXML Document Server and the
VoiceXML Interpreter Context can be resident at WVR
Service Provider 24a while the Voice XML Implementation
Platform 1s located at subscriber station 28a, and thus the
interpreted Voice XML documents are sent through the entire
communication network 32a to subscriber station 28a. Other
distributions of VoiceXML Document Server, VoiceXML
Interpreter Context and VoiceXML Implementation Plat-
form will now occur to those of skill in the art.

While the embodiments discussed herein refer to the
transmission of IVR voice messages and/or subscriber
responses (either DTMF or voice) as a data representation
thereof over wireless channel 44, it 1s to be understood that
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the present invention can be applied to other communication
media, 1n addition to or 1n lieu of wireless channel 44, where
bandwith and/or other communication resources are limited
and thus desired to transmit IVR audio messages and/or
subscriber responses as data representations or in some other 3
suitable compressed format.

It 1s to be understood that the various embodiments
discussed herein, and the particular aspects thereof, can have
subsets, be varied and/or combined 1n order to provide
different IVR systems, as desired, and that such subsets, 10
variations and combinations are within the scope of the
invention.

The present invention provides a novel system, method
and apparatus of delivering interactive voice response ser-
vices 1n a more ellicient manner over a network. In one 15
embodiment of the invention the system provides a sub-
scriber station local to the subscriber and a gateway protocol
converter at the base station. The gateway protocol converter
converts bandwidth-intensive audio messages from an IVR
service provider into compact data messages representative 20
of the audio messages, which upon transmission to the
subscriber station are converted back into the original audio
message. By using data messages mstead of audio messages
over the network, bandwidth 1s used more efliciently since
the network does not need to maintain a dedicated voice 25
channel between the base station and the subscriber station
and the data message can be more compact than the equiva-
lent audio message. Another embodiment of the ivention
provides a method for transmitting subscriber responses
utilizing the system. By converting subscriber responses mto 30
data signals, bandwidth 1s used more efliciently since the
network does not need to maintain a dedicated voice channel
between the subscriber station and the base station, the
subscriber response can be briefly delayed during heavy
network traflic, and the data message can be more compact 35
than the equivalent audio message. Still further embodi-
ments of the invention teach the distribution of the compo-
nents of a VoiceXML system, or the like, according to the
VoiceXML Standard 1n a manner that provides an eflicient
and/or otherwise desired utilization of communication and/ 40
or hardware resources.

The above-described embodiments of the mmvention are
intended to be examples of the present invention and alter-
ations and modifications may be effected thereto, by those of
skill in the art, without departing from the scope of the 45
invention which 1s defined solely by the claims appended
hereto.

We claim:

1. An IVR system comprising;:

an IVR service provider operable in response to a call s0
placed from a subscriber station to output a voice
message and recerve an audio response corresponding
to said voice message;

a wireless base station connected to said IVR service
provider via a circuit-switched telephone network, said 55
wireless base station having a protocol converter for
converting said voice message mto a first packet-
switched text message, said wireless base station fur-
ther having a first transceiver for transmaitting said first
packet-switched text message over a wireless packet- 60
switched channel; and,

said subscriber station having a second transceiver oper-
able to receive said first packet-switched text message
over said wireless packet-switched channel and convert
said first packet-switched text message back into said 65
voice message and to convert said audio response nto
a second packet-switched text message and transmit
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said second packet-switched text message over said
wireless packet-switched channel, said wireless base
station being further operable to convert said second
packet-switched text message back into said audio
response and transmit said audio response back to said
IVR service provider via said circuit-switched tele-
phone network.

2. The IVR system according to claim 1 wherein said
audio response 1s a DTMF tone.

3. The IVR system according to claim 1 wherein said
audio response 1s a voICe response.

4. An IVR system comprising:

an IVR service provider operable to output a voice
message and receive a subscriber response correspond-
ing to said voice message;

a subscriber station operable to receive said voice mes-
sage for presentation to a subscriber and output said
subscriber response when received from said sub-
scriber; and,

a network interconnecting said IVR service provider and
said subscriber station, said network operable to con-
vert said voice message and said subscriber response
into a packet-switched text messages for carriage over
a packet-switched portion of said network, said packet-
switched text message for conversion back nto a
respective said voice message or said subscriber
response, as the case may be, for carriage over a
circuit-switched portion of said network after carriage
over said packet-switched portion, wherein said net-
work comprises a wireless base station connected to
saild IVR service provider by a wired link and said
packet-switched portion 1s a wireless channel 1ntercon-
necting said wireless base station and said subscriber
station, and wherein said packet-switched text message
1s a VoiceXML representation of said voice message
that 1s generated by a gateway protocol converter
resident at said base station and said packet-switched
text message 1s converted back into said voice message
by a text-to-speech convertor resident at said sub-
scriber.

5. The IVR system according to claim 4 wherein said
packet-switched text message occupies less bandwidth over
said wireless channel than would otherwise be occupied by
said voice message or said subscriber response, as the case
may be.

6. An IVR system comprising:

an IVR service provider operable to output a voice
message and recerve a subscriber response correspond-
ing to said voice message;

a subscriber station operable to receive said voice mes-
sage for presentation to a subscriber and output said
subscriber response when received from said sub-
scriber; and,

a network interconnecting said IVR service provider and
said subscriber station, said network operable to con-
vert said voice message and said subscriber response
into a packet-switched text messages for carriage over
a packet-switched portion of said network, said packet-
switched text message for conversion back nto a
respective said voice message or said subscriber
response, as the case may be, for carriage over a
circuit-switched portion of said network after carriage
over said packet-switched portion, wherein said net-
work comprises a wireless base station connected to
said IVR service provider by a wired link and said
packet-switched portion 1s a wireless channel 1ntercon-
necting said wireless base station and said subscriber
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station, and wherein said subscriber response 1s a
DTMEF tone and said packet-switched text message 1s
an ASCII number representing said DTMF tone that 1s
generated by a microprocessor resident at said sub-
scriber station and said packet-switched text message 1s
converted back mto said DTMF tone by a micropro-
cessor resident at said base station.

7. A method of playing a voice message from IVR service
provider at a subscriber station and sending a subscriber
response ifrom said subscriber station to said IVR service
provider, comprising the steps of:

establishing a connection through a network that inter-

connects said IVR service provider and said subscriber
station, said network comprising at least a circuit-
switched portion connecting to said IVR service pro-
vider and a packet-switched portion connecting to said
subscriber station;

transmitting said voice message from said IVR service

provider;

converting said voice message mnto a first packet-switched

text message representing said voice message for trans-
mission over said packet-switched portion;

receiving said first packet-switched text message at said

subscriber station;

recovering said voice message from said first packet-

switched text message and playing said voice message
at said subscriber station;

converting said subscriber response 1nto a second packet-

switched text message representing said subscriber
response;
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transmitting said second packet-switched text message
from said subscriber station over said packet-switched
portion;

converting said second packet-switched text message nto
a audio response representing said second packet-
switched text message for transmission over said Cir-
cuit-switched portion;

recerving said audio response at said IVR service pro-
vider.

8. The method according to claim 7 wherein said first
packet-switched text message 1s a text transcription of said
vOICe message.

9. The method according to claim 7, wherein said sub-
scriber response 1s a DTMF tone and said second packet-
switched text message 1s an ASCII number representing said

DTMEF tone.

10. The IVR system according to claam 3 wherein said
second packet-switched text message 1s a text transcription
of said voice response.

11. The IVR system according to claim 2 wherein said
second packet-switched text message 1s an ASCII number
representing said DTMF tone.

12. The IVR system according to claim 1 wherein said
first packet-switched text message 1s a text transcription of
said voice message.
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